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contingency plan on its website in eas-
ily accessible form. 

(b) Each U.S. air carrier that has a 
website and each foreign air carrier 
that has a website marketed to U.S. 
consumers, and that is required to 
adopt a customer service plan, shall 
post its current customer service plan 
on its website in easily accessible form. 

(c) Each U.S. air carrier that has a 
website and each foreign air carrier 
that has a website marketed to U.S. 
consumers shall post its current con-
tract of carriage on its website in eas-
ily accessible form. 

[Doc. No. DOT–OST–2010–0140, 76 FR 23165, 
Apr. 25, 2011] 

§ 259.7 Response to consumer prob-
lems. 

(a) Designated advocates for passengers’ 
interests. Each covered carrier shall 
designate for its scheduled flights an 
employee who shall be responsible for 
monitoring the effects of flight delays, 
flight cancellations, and lengthy 
tarmac delays on passengers. This em-
ployee shall have input into decisions 
on which flights to cancel and which 
will be delayed the longest. 

(b) Informing consumers how to com-
plain. Each covered carrier shall make 
available the mailing address and e- 
mail or web address of the designated 
department in the airline with which 
to file a complaint about its scheduled 
service. This information shall be pro-
vided on the U.S. carrier’s website (if 
any) and the foreign carrier’s website 
(if marketed to U.S. consumers), on all 
e-ticket confirmations and, upon re-
quest, at each ticket counter and 
boarding gate staffed by the carrier or 
a contractor of the carrier. 

(c) Response to complaints. Each cov-
ered carrier shall acknowledge in writ-
ing receipt of each complaint regarding 
its scheduled service to the complain-
ant within 30 days of receiving it and 
shall send a substantive written re-
sponse to each complainant within 60 
days of receiving the complaint. A 
complaint is a specific written expres-
sion of dissatisfaction concerning a dif-
ficulty or problem which the person ex-
perienced when using or attempting to 
use an airline’s services. 

(d) Social networking sites. Each cov-
ered carrier that uses a social net-

working site (e.g. Facebook, Twitter) 
and that does not intend for that site 
to be a vehicle for receipt of written 
consumer complaints subject to this 
section shall clearly indicate on the 
carrier’s primary page on that social 
networking site that it will not reply 
to consumer complaints on that site 
and shall direct consumers to the car-
rier’s mailing address and e-mail or 
website location for filing written com-
plaints. 

[Doc. No. DOT–OST–2010–0140, 76 FR 23165, 
Apr. 25, 2011] 

§ 259.8 Notify passengers of known 
delays, cancellations, and diver-
sions. 

(a) Each covered carrier for its sched-
uled flights to, from or within the U.S. 
must promptly provide to passengers 
who are ticketed or hold reservations, 
and to the public, information about a 
change in the status of a flight within 
30 minutes after the carrier becomes 
aware of such a change in the status of 
a flight. A change in the status of a 
flight means, at a minimum, cancella-
tion of a flight, a delay of 30 minutes or 
more in the planned operation of a 
flight, or a diversion. The flight status 
information must at a minimum be 
provided in the boarding gate area for 
the flight at a U.S. airport, on the car-
rier’s website, and via the carrier’s 
telephone reservation system upon in-
quiry by any person. 

(1) With respect to any U.S. carrier 
or foreign air carrier that permits pas-
sengers to subscribe to flight status no-
tification services, the carrier must de-
liver such notification to such pas-
sengers, by whatever means is avail-
able to the carrier and of the pas-
senger’s choice, within 30 minutes after 
the carrier becomes aware of such a 
change in the status of a flight. 

(2) The U.S. carrier or foreign air car-
rier shall incorporate such notification 
service commitment into its Customer 
Service Plan as specified in section 
259.5 of this chapter. 

(b) For its scheduled flights to, from 
or within the U.S, within 30 minutes 
after the carrier becomes aware of a 
flight cancellation, a flight delay of 30 
minutes or more, or a flight diversion, 
each covered carrier must update all 
flight status displays and other sources 
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